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User navigates 
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User inputs 
intent 
or reason 
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Joe Customer 



Status: ONLINE 



Call Back Medium: 

®VoIP 
OCOST 
Pager 



Joe Customer 



Status: OFF-LINE 



OVoIP 
OCOST 
Pager 



Subscribing Agent Interface 
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Agent Side 
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Agent 
Subscribes to 
CPS 



Agent receives 
customer-status 
data 
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Agent observes 
customers 
Status 
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Agent observes 
customers 
call back preference 



Agent takes action 
based on customer's 
status and preferences 
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Fig. 7 



